Commerce Incidents Report
1/1/2010 to 1/31/2010 as of 2/1/2010

|Commerce I

First Contact Resolution

First contact resolution tracks DTS' efforts to resolve customer incidents on initial contact.
Cells displayed show the number of incidents resolved on first contact during the reporting period.

Top Number - Total Incidents
Bottom Number - FCR Met

Critical Low Medium Total
Application Error Controlled 0 1
Substance 0 0
License 0 1
Enforcement 0 0
None 0 2
0 0
Total 0 4
0 0
Reporting None 0 1
0 0
Total 0 1
0 0
Total 0 5
0 0
Network None None 0 1
0 0
Total 0 1
0 0
Total 0 1
0 0




PC/Laptop

Application

Application

Critical Low Medium Total

None None 1 0 1
1 0 1

Total 1 0 1

1 0 1

Total 1 0 1
1 0 1

7 2 9

1 0 1

Error Novell 1 0 1
GroupWise 1 0 1

Total 1 0 1

1 0 1

Password None 1 0 1
1 0 1

Utah Master 1 0 1

Directory 1 0 1

Total 2 0 2

2 0 2

Total 3 0 3
3 0 3

3 0 3

3 0 3

Error Adobe Acrobat 1 0 1
0 0 0

None 1 0 1

0 0 0

Novell 1 0 1

ConsoleOne 0 0 0

Novell 1 0 1

GroupWise 0 0 0

Roxio Media 1 0 1

Manager 0 0 0




Critical

Low

Medium

Total

Application Error Total 5 0 5
0 0 0

None None 1 0 1
1 0 1

Total 1 0 1

1 0 1

Reporting None 1 0 1
0 0 0

Symantec 1 0 1

AntiVirus 0 0 0

Total 2 0 2

0 0 0

Total 8 0 8
1 0 1

Mobile Devices Error None 1 0 1
1 0 1

Total 1 0 1

1 0 1

None BlackBerry 1 0 1
Desktop 0 0 0

None 1 0 1

1 0 1

Total 2 0 2

1 0 1

Total 3 0 3
2 0 2

Network Error None 3 0 3
1 0 1

Novell Client 4 0 4

for 32-bit 1 0 1

Total 7 0 7

2 0 2




Critical Low Medium Total
Network Incident None 2 2
1 1
Total 2 2
1 1
None None 5 5
3 3
Total 5 5
3 3
Password None 1 1
1 1
Novell Client 3 3
for 32-bit 0 0
Total 4 4
1 1
Virus None 1 1
0 0
Novell Client 1 1
for 32-bit 1 1
Total 2 2
1 1
Total 20 20
8 8
PC/Laptop Error None 12 12
11 11
Total 12 12
11 11
Hardware None 2 2
1 1
Total 2 2
1 1
None None 9 9
8 8




Critical

Low

Medium

Total

PC/Laptop None Total 9 9
8 8

Password None 1 1
1 1

Total 1 1

1 1

Performance None 3 3
0 0

Total 3 3

0 0

Virus None 3 3
0 0

Total 3 3

0 0

Total 30 30
21 21

Print/Copy/Sca Error Code None 2 2
n/Fax 0 0
Total 2 2

0 0

Incident None 4 4
0 0

Total 4 4

0 0

None None 3 3
0 0

Total 3 3

0 0

Total 9 9
0 0

70 70

32 32




Critical

Low

Medium

Total

_No Tier 2

None

None

Total

Total

Application

Error

None

Total

Reporting

None

Total

Total

Network

Application

Error

None

Total

Incident

None

Total

Total

Error

Novell
GroupWise

Total




Critical

Low

Medium

Total

Application

Total

Network

Telecom

Telecom

None

None

Total

Total

Call/Receive

None

Total

None

None

Total

Voice Mail

None

Total

Total

None

None

Total

Total




Critical

Low

Medium

Total

—_

97
38




Missed Initial Response

Missed initial response tracks DTS' efforts to respond to customer incidents in accordance with enterprise standards.

Enterprise standard response times are: Low within 1 business hour; Medium within 1 business hour; High within 1 clock hour; and

Critical within 30 clock minutes.
Cells displayed show the number of incident responses that missed the enterprise standards during the reporting period.

Top Number - Total Incidents

®

Bottom Number - Missed Inital Respons

Critical Low Medium Total
Application Error Controlled 0 1 0
Substance 0 0 0
License 0 1 0
Enforcement 0 0 0
None 0 2 2
0 1 0
Total 0 4 2
0 1 0
Reporting None 0 1 0
0 0 0
Total 0 1 0
0 0 0
Total 0 5 2
0 1 0
Network None None 0 1 0
0 0 0
Total 0 1 0
0 0 0
Total 0 1 0
0 0 0
PC/Laptop None None 0 1 0
0 0 0
Total 0 1 0
0 0 0




PC/Laptop

Application

Application

Critical Low Medium Total

Total 1 0 1
0 0 0

7 2 9

1 0 1

Error Novell 1 0 1
GroupWise 0 0 0

Total 1 0 1

0 0 0

Password None 1 0 1
0 0 0

Utah Master 1 0 1

Directory 0 0 0

Total 2 0 2

0 0 0

Total 3 0 3
0 0 0

3 0 3

0 0 0

Error Adobe Acrobat 1 0 1
0 0 0

None 1 0 1

0 0 0

Novell 1 0 1

ConsoleOne 0 0 0

Novell 1 0 1

GroupWise 0 0 0

Roxio Media 1 0 1

Manager 0 0 0

Total 5 0 5

0 0 0

None None 1 0 1
0 0 0




Critical

Low

Medium

Total

Application None Total 1 0 1
0 0 0

Reporting None 1 0 1
0 0 0

Symantec 1 0 1

AntiVirus 1 0 1

Total 2 0 2

1 0 1

Total 8 0 8
1 0 1

Mobile Devices Error None 1 0 1
0 0 0

Total 1 0 1

0 0 0

None BlackBerry 1 0 1
Desktop 0 0 0

None 1 0 1

0 0 0

Total 2 0 2

0 0 0

Total 3 0 3
0 0 0

Network Error None 3 0 3
1 0 1

Novell Client 4 0 4

for 32-bit 2 0 2

Total 7 0 7

3 0 3

Incident None 2 0 2
1 0 1

Total 2 0 2




Critical

Low

Medium

Total

Network None None 5 5
0 0

Total 5 5

0 0

Password None 1 1
0 0

Novell Client 3 3

for 32-bit 1 1

Total 4 4

1 1

Virus None 1 1
0 0

Novell Client 1 1

for 32-bit 1 1

Total 2 2

1 1

Total 20 20
6 6

PC/Laptop Error None 12 12
1 1

Total 12 12

1 1

Hardware None 2 2
0 0

Total 2 2

0 0

None None 9 9
0 0

Total 9 9

0 0

Password None 1 1
0 0




Critical

Low

Medium

Total

PC/Laptop Password Total 1 1
0 0

Performance None 3 3

0 0

Total 3 3

0 0

Virus None 3 3

2 2

Total 3 3

2 2

Total 30 30

3 3

Print/Copy/Sca Error Code None 2 2
n/Fax 1 1
Total 2 2

1 1

Incident None 4 4

2 2

Total 4 4

2 2

None None 3 3

1 1

Total 3 3

1 1

Total 9 9

4 4

70 70

14 14

_No Tier 2 None None 0 1
0 1

Total 0 1




Critical

Low

Medium

Total

_No Tier 2

Total

Application

Error

None

Total

Reporting

None

Total

Total

Network

Application

Error

None

Total

Incident

None

Total

Total

Error

Novell
GroupWise

Total

Total

Network

None

None




Network

Telecom

Telecom

Critical Low Medium Total
0 0 1
0 0 0
0 0 1
0 0 0
0 0 2
0 0 0
Call/Receive 0 0 1
0 0 0
Total 0 0 1
0 0 0
None None 0 0 1
0 0 0
Total 0 0 1
0 0 0
Voice Mail 0 0 5
0 0 0
0 0 5
0 0 0
0 0 7
0 0 0
0 0 7
0 0 0
1
0
1
0
1
0
1
0
97

20




Average Time To Initial Response

Average time to initial response tracks DTS' efforts in responding to customer incidents based upon established enterprise standards.
Enterprise standard response times are: Low within 1 business hour; Medium within 1 business hour; High within 1 clock hour; and
Critical within 30 clock hour minutes.

Cells displayed show the number of incidents and the average time it took DTS to respond to the customer's problem.

Top Number - Total Incidents
Bottom Number -Average time in hours

Critical Low Medium Total
Application Error Controlled 0 1 0 1
Substance 0.00 0.32 0.00 0.32
License 0 1 0 1
Enforcement 0.00 0.21 0.00 0.21
None 0 2 2 4
0.00 0.81 0.16 0.48
Total 0 4 2 6
0.00 0.54 0.16 0.41
Reporting None 0 1 0 1
0.00 0.45 0.00 0.45
Total 0 1 0 1
0.00 0.45 0.00 0.45
Total 0 5 2 7
0.00 0.52 0.16 0.42
Network None None 0 1 0 1
0.00 0.20 0.00 0.20
Total 0 1 0 1
0.00 0.20 0.00 0.20
Total 0 1 0 1
0.00 0.20 0.00 0.20
PC/Laptop None None 0 1 0 1
0.00 0.00 0.00 0.00
Total 0 1 0 1
0.00 0.00 0.00 0.00




PC/Laptop

Application

Application

Critical Low Medium Total
Total 0 1 0 1
0.00 0.00 0.00 0.00
0 7 2 9
0.00 0.43 0.16 0.37
Error Novell 0 1 0 1
GroupWise 0.00 0.00 0.00 0.00
Total 0 1 0 1
0.00 0.00 0.00 0.00
Password None 0 1 0 1
0.00 0.00 0.00 0.00
Utah Master 0 1 0 1
Directory 0.00 0.09 0.00 0.09
Total 0 2 0 2
0.00 0.06 0.00 0.06
Total 0 3 0 3
0.00 0.05 0.00 0.05
0 3 0 3
0.00 0.05 0.00 0.05
Error Adobe Acrobat 0 1 0 1
0.00 0.06 0.00 0.06
None 0 1 0 1
0.00 0.10 0.00 0.10
Novell 0 1 0 1
ConsoleOne 0.00 0.07 0.00 0.07
Novell 0 1 0 1
GroupWise 0.00 0.45 0.00 0.45
Roxio Media 0 1 0 1
Manager 0.00 0.18 0.00 0.18
Total 0 5 0 5
0.00 0.17 0.00 0.17
None None 0 1 0 1
0.00 0.00 0.00 0.00




Critical Low Medium Total
Application None Total 0 1 0 1
0.00 0.00 0.00 0.00
Reporting None 0 1 0 1
0.00 0.06 0.00 0.06
Symantec 0 1 0 1
AntiVirus 0.00 0.94 0.00 0.94
Total 0 2 0 2
0.00 0.50 0.00 0.50
Total 0 8 0 8
0.00 0.25 0.00 0.25
Mobile Devices Error None 0 1 0 1
0.00 0.00 0.00 0.00
Total 0 1 0 1
0.00 0.00 0.00 0.00
None BlackBerry 0 1 0 1
Desktop 0.00 0.25 0.00 0.25
None 0 1 0 1
0.00 0.00 0.00 0.00
Total 0 2 0 2
0.00 0.17 0.00 0.17
Total 0 3 0 3
0.00 0.13 0.00 0.13
Network Error None 0 3 0 3
0.00 0.48 0.00 0.48
Novell Client 0 4 0 4
for 32-bit 0.00 0.58 0.00 0.58
Total 0 7 0 7
0.00 0.54 0.00 0.54
Incident None 0 2 0 2
0.00 2.59 0.00 2.59
Total 0 2 0 2
0.00 2.59 0.00 2.59




Critical Low Medium Total
Network None None 0 5 0 5
0.00 0.00 0.00 0.00
Total 0 5 0 5
0.00 0.00 0.00 0.00
Password None 0 1 0 1
0.00 0.20 0.00 0.20
Novell Client 0 3 0 3
for 32-bit 0.00 0.35 0.00 0.35
Total 0 4 0 4
0.00 0.31 0.00 0.31
Virus None 0 1 0 1
0.00 0.38 0.00 0.38
Novell Client 0 1 0 1
for 32-bit 0.00 0.57 0.00 0.57
Total 0 2 0 2
0.00 0.48 0.00 0.48
Total 0 20 0 20
0.00 0.64 0.00 0.64
PC/Laptop Error None 0 12 0 12
0.00 0.24 0.00 0.24
Total 0 12 0 12
0.00 0.24 0.00 0.24
Hardware None 0 2 0 2
0.00 0.14 0.00 0.14
Total 0 2 0 2
0.00 0.14 0.00 0.14
None None 0 9 0 9
0.00 0.00 0.00 0.00
Total 0 9 0 9
0.00 0.00 0.00 0.00
Password None 0 1 0 1
0.00 0.00 0.00 0.00




Critical

Low

Medium

Total

PC/Laptop Password Total 0 1 0 1
0.00 0.00 0.00 0.00

Performance None 0 3 0 3

0.00 0.24 0.00 0.24

Total 0 3 0 3

0.00 0.24 0.00 0.24

Virus None 0 3 0 3

0.00 0.53 0.00 0.53

Total 0 3 0 3

0.00 0.53 0.00 0.53

Total 0 30 0 30

0.00 0.21 0.00 0.21

Print/Copy/Sca Error Code None 0 2 0 2
n/Fax 0.00 0.36 0.00 0.36
Total 0 2 0 2

0.00 0.36 0.00 0.36

Incident None 0 4 0 4

0.00 0.48 0.00 0.48

Total 0 4 0 4

0.00 0.48 0.00 0.48

None None 0 3 0 3

0.00 0.70 0.00 0.70

Total 0 3 0 3

0.00 0.70 0.00 0.70

Total 0 9 0 9

0.00 0.52 0.00 0.52

0 70 0 70

0.00 0.40 0.00 0.40

_No Tier 2 None None 1 0 0 1
0.29 0.00 0.00 0.29

Total 1 0 0 1

0.29 0.00 0.00 0.29




Critical

Low

Medium

Total

_No Tier 2 Total 1 0 0 1
0.29 0.00 0.00 0.29

Application Error None 0 1 0 1
0.00 0.63 0.00 0.63

Total 0 1 0 1

0.00 0.63 0.00 0.63

Reporting None 0 1 0 1

0.00 0.65 0.00 0.65

Total 0 1 0 1

0.00 0.65 0.00 0.65

Total 0 2 0 2

0.00 0.64 0.00 0.64

Network Error None 0 1 0 1
0.00 0.51 0.00 0.51

Total 0 1 0 1

0.00 0.51 0.00 0.51

Incident None 0 1 0 1

0.00 0.74 0.00 0.74

Total 0 1 0 1

0.00 0.74 0.00 0.74

Total 0 2 0 2

0.00 0.62 0.00 0.62

1 4 0 5

0.29 0.63 0.00 0.56

Application Error Novell 0 1 0 1
GroupWise 0.00 0.00 0.00 0.00

Total 0 1 0 1

0.00 0.00 0.00 0.00

Total 0 1 0 1

0.00 0.00 0.00 0.00

Network None None 0 1 0 1
0.00 0.00 0.00 0.00




Network

Telecom

Telecom

Critical Low Medium Total
0 1 0 1
0.00 0.00 0.00 0.00
0 1 0 1
0.00 0.00 0.00 0.00
0 2 0 2
0.00 0.00 0.00 0.00
Call/Receive 0 1 0 1
0.00 0.11 0.00 0.1
Total 0 1 0 1
0.00 0.1 0.00 0.11
None None 0 1 0 1
0.00 0.23 0.00 0.23
Total 0 1 0 1
0.00 0.23 0.00 0.23
Voice Mail 0 5 0 5
0.00 0.1 0.00 0.11
0 5 0 5
0.00 0.11 0.00 0.1
0 7 0 7
0.00 0.13 0.00 0.13
0 7 0 7
0.00 0.13 0.00 0.13
1
0.12
1
0.12
1
0.12
1
0.12
97

0.36




Missed Resolution

Missed resolution tracks DTS' efforts to resolve customer incidents in accordance with enterprise standards.

Enterprise standard resolution times are: Low within 6 business hours; Medium within 4 business hours; High within 3 clock hours; and
Critical within 2 clock hours.

Cells displayed show the number of incidents that missed the enterprise resolution times during the reporting period.

Top Number - Total Incidents
Bottom Number - Missed Resolution

Critical Low Medium Total
Application Error Controlled 0 1 0 1
Substance 0 1 0 1
License 0 1 0 1
Enforcement 0 0 0 0
None 0 2 2 4
0 0 0 0
Total 0 4 2 6
0 1 0 1
Reporting None 0 1 0 1
0 0 0 0
Total 0 1 0 1
0 0 0 0
Total 0 5 2 7
0 1 0 1
Network None None 0 1 0 1
0 0 0 0
Total 0 1 0 1
0 0 0 0
Total 0 1 0 1
0 0 0 0
PC/Laptop None None 0 1 0 1
0 0 0 0
Total 0 1 0 1
0 0 0 0




Critical

Low

Medium

Total

PC/Laptop

Application

Application

Total 0
0

2

0

Error Novell 0
GroupWise 0

Total 0

0

Password None 0
0

Utah Master 0

Directory 0

Total 0

0

Total 0
0

0

0

Error Adobe Acrobat 0
0

None 0

0

Novell 0

ConsoleOne 0

Novell 0

GroupWise 0

Roxio Media 0

Manager 0

Total 0

0

None None 0




Critical

Low

Medium

Total

Application

None

Total

Reporting

None

Symantec
AntiVirus

Total

o

Total

o

Mobile Devices

Error

None

Total

None

BlackBerry
Desktop

None

Total

Total

Network

Error

None

Novell Client
for 32-bit

o

Total

o

Incident

None

Total




Critical

Low

Medium

Total

Network None None 5 5
0 0

Total 5 5

0 0

Password None 1 1
0 0

Novell Client 3 3

for 32-bit 0 0

Total 4 4

0 0

Virus None 1 1
1 1

Novell Client 1 1

for 32-bit 1 1

Total 2 2

2 2

Total 20 20
4 4

PC/Laptop Error None 12 12
2 2

Total 12 12

2 2

Hardware None 2 2
0 0

Total 2 2

0 0

None None 9 9
0 0

Total 9 9

0 0

Password None 1 1
0 0




Critical

Low

Medium

Total

PC/Laptop Password Total 1 1
0 0

Performance None 3 3

0 0

Total 3 3

0 0

Virus None 3 3

0 0

Total 3 3

0 0

Total 30 30

2 2

Print/Copy/Sca Error Code None 2 2
n/Fax 1 1
Total 2 2

1 1

Incident None 4 4

1 1

Total 4 4

1 1

None None 3 3

0 0

Total 3 3

0 0

Total 9 9

2 2

70 70

9 9

_No Tier 2 None None 0 1
0 0

Total 0 1

0 0




Critical

Low

Medium

Total

_No Tier 2 Total 0 0 1
0 0 0

Application Error None 1 0 1
0 0 0

Total 1 0 1

0 0 0

Reporting None 1 0 1

0 0 0

Total 1 0 1

0 0 0

Total 2 0 2

0 0 0

Network Error None 1 0 1
0 0 0

Total 1 0 1

0 0 0

Incident None 1 0 1

0 0 0

Total 1 0 1

0 0 0

Total 2 0 2

0 0 0

4 0 5

0 0 0

Application Error Novell 1 0 1
GroupWise 0 0 0

Total 1 0 1

0 0 0

Total 1 0 1

0 0 0

Network None None 1 0 1
0 0 0




Network

Telecom

Telecom

Critical Low Medium Total
0 0 1
0 0 0
0 0 1
0 0 0
0 0 2
0 0 0
Call/Receive 0 0 1
0 0 0
Total 0 0 1
0 0 0
None None 0 0 1
0 0 0
Total 0 0 1
0 0 0
Voice Mail 0 0 5
0 0 0
0 0 5
0 0 0
0 0 7
0 0 0
0 0 7
0 0 0
1
0
1
0
1
0
1
0
97

10




Average Time To Resolution

Average time to resolution tracks DTS' efforts to resolve customer incidents based upon established enterprise standards.

Enterprise standard resolution times are: Low within 6 business hours; Medium within 4 business hours; High within 3 clock hours; and
Critical within 2 clock hours.

Cells displayed show the number of incidents and the average time it took DTS to resolve the customer's problem.

Top Number - Total Incidents
Bottom Number - Average time in hours

Critical Low Medium Total
Application Error Controlled 0 1 0 1
Substance 0.00 6.32 0.00 6.32
License 0 1 0 1
Enforcement 0.00 0.21 0.00 0.21
None 0 2 2 4
0.00 0.86 0.33 0.59
Total 0 4 2 6
0.00 2.06 0.33 1.49
Reporting None 0 1 0 1
0.00 0.45 0.00 0.45
Total 0 1 0 1
0.00 0.45 0.00 0.45
Total 0 5 2 7
0.00 1.74 0.33 1.34
Network None None 0 1 0 1
0.00 0.20 0.00 0.20
Total 0 1 0 1
0.00 0.20 0.00 0.20
Total 0 1 0 1
0.00 0.20 0.00 0.20
PC/Laptop None None 0 1 0 1
0.00 0.00 0.00 0.00
Total 0 1 0 1
0.00 0.00 0.00 0.00




PC/Laptop

Application

Application

Critical Low Medium Total
Total 0 1 0 1
0.00 0.00 0.00 0.00
0 7 2 9
0.00 1.37 0.33 1.12
Error Novell 0 1 0 1
GroupWise 0.00 0.00 0.00 0.00
Total 0 1 0 1
0.00 0.00 0.00 0.00
Password None 0 1 0 1
0.00 0.00 0.00 0.00
Utah Master 0 1 0 1
Directory 0.00 8.69 0.00 8.69
Total 0 2 0 2
0.00 5.80 0.00 5.80
Total 0 3 0 3
0.00 4.35 0.00 4.35
0 3 0 3
0.00 4.35 0.00 4.35
Error Adobe Acrobat 0 1 0 1
0.00 0.11 0.00 0.11
None 0 1 0 1
0.00 3.71 0.00 3.71
Novell 0 1 0 1
ConsoleOne 0.00 0.13 0.00 0.13
Novell 0 1 0 1
GroupWise 0.00 3.20 0.00 3.20
Roxio Media 0 1 0 1
Manager 0.00 7.79 0.00 7.79
Total 0 5 0 5
0.00 2.99 0.00 2.99
None None 0 1 0 1
0.00 0.00 0.00 0.00




Critical Low Medium Total
Application None Total 0 1 0 1
0.00 0.00 0.00 0.00
Reporting None 0 1 0 1
0.00 0.17 0.00 0.17
Symantec 0 1 0 1
AntiVirus 0.00 1.39 0.00 1.39
Total 0 2 0 2
0.00 0.78 0.00 0.78
Total 0 8 0 8
0.00 2.20 0.00 2.20
Mobile Devices Error None 0 1 0 1
0.00 0.00 0.00 0.00
Total 0 1 0 1
0.00 0.00 0.00 0.00
None BlackBerry 0 1 0 1
Desktop 0.00 2.19 0.00 2.19
None 0 1 0 1
0.00 0.00 0.00 0.00
Total 0 2 0 2
0.00 1.46 0.00 1.46
Total 0 3 0 3
0.00 1.10 0.00 1.10
Network Error None 0 3 0 3
0.00 1.08 0.00 1.08
Novell Client 0 4 0 4
for 32-bit 0.00 5.32 0.00 5.32
Total 0 7 0 7
0.00 3.50 0.00 3.50
Incident None 0 2 0 2
0.00 2.73 0.00 2.73
Total 0 2 0 2
0.00 2.73 0.00 2.73




Critical Low Medium Total
Network None None 0 5 0 5
0.00 0.00 0.00 0.00
Total 0 5 0 5
0.00 0.00 0.00 0.00
Password None 0 1 0 1
0.00 0.20 0.00 0.20
Novell Client 0 3 0 3
for 32-bit 0.00 0.36 0.00 0.36
Total 0 4 0 4
0.00 0.32 0.00 0.32
Virus None 0 1 0 1
0.00 6.65 0.00 6.65
Novell Client 0 1 0 1
for 32-bit 0.00 3.17 0.00 3.17
Total 0 2 0 2
0.00 4.91 0.00 4,91
Total 0 20 0 20
0.00 2.35 0.00 2.35
PC/Laptop Error None 0 12 0 12
0.00 2.58 0.00 2.58
Total 0 12 0 12
0.00 2.58 0.00 2.58
Hardware None 0 2 0 2
0.00 0.55 0.00 0.55
Total 0 2 0 2
0.00 0.55 0.00 0.55
None None 0 9 0 9
0.00 0.00 0.00 0.00
Total 0 9 0 9
0.00 0.00 0.00 0.00
Password None 0 1 0 1
0.00 0.00 0.00 0.00




Critical

Low

Medium

Total

PC/Laptop Password Total 0 1 0 1
0.00 0.00 0.00 0.00

Performance None 0 3 0 3

0.00 1.55 0.00 1.55

Total 0 3 0 3

0.00 1.55 0.00 1.55

Virus None 0 3 0 3

0.00 0.78 0.00 0.78

Total 0 3 0 3

0.00 0.78 0.00 0.78

Total 0 30 0 30

0.00 1.39 0.00 1.39

Print/Copy/Sca Error Code None 0 2 0 2
n/Fax 0.00 5.68 0.00 5.68
Total 0 2 0 2

0.00 5.68 0.00 5.68

Incident None 0 4 0 4

0.00 2.76 0.00 2.76

Total 0 4 0 4

0.00 2.76 0.00 2.76

None None 0 3 0 3

0.00 2.71 0.00 2.71

Total 0 3 0 3

0.00 2.71 0.00 2.71

Total 0 9 0 9

0.00 3.40 0.00 3.40

0 70 0 70

0.00 2.10 0.00 2.10

_No Tier 2 None None 1 0 0 1
0.29 0.00 0.00 0.29

Total 1 0 0 1

0.29 0.00 0.00 0.29




Critical

Low

Medium

Total

_No Tier 2 Total 1 0 0 1
0.29 0.00 0.00 0.29

Application Error None 0 1 0 1
0.00 0.63 0.00 0.63

Total 0 1 0 1

0.00 0.63 0.00 0.63

Reporting None 0 1 0 1

0.00 0.65 0.00 0.65

Total 0 1 0 1

0.00 0.65 0.00 0.65

Total 0 2 0 2

0.00 0.64 0.00 0.64

Network Error None 0 1 0 1
0.00 13.25 0.00 13.25

Total 0 1 0 1

0.00 13.25 0.00 13.25

Incident None 0 1 0 1

0.00 6.37 0.00 6.37

Total 0 1 0 1

0.00 6.37 0.00 6.37

Total 0 2 0 2

0.00 9.81 0.00 9.81

1 4 0 5

0.29 5.23 0.00 4.24

Application Error Novell 0 1 0 1
GroupWise 0.00 0.04 0.00 0.04

Total 0 1 0 1

0.00 0.04 0.00 0.04

Total 0 1 0 1

0.00 0.04 0.00 0.04

Network None None 0 1 0 1
0.00 0.03 0.00 0.03




Network

Telecom

Telecom

Critical Low Medium Total
0 1 0 1
0.00 0.03 0.00 0.03
0 1 0 1
0.00 0.03 0.00 0.03
0 2 0 2
0.00 0.04 0.00 0.04
Call/Receive 0 1 0 1
0.00 0.18 0.00 0.18
Total 0 1 0 1
0.00 0.18 0.00 0.18
None None 0 1 0 1
0.00 0.49 0.00 0.49
Total 0 1 0 1
0.00 0.49 0.00 0.49
Voice Mail 0 5 0 5
0.00 0.58 0.00 0.58
0 5 0 5
0.00 0.58 0.00 0.58
0 7 0 7
0.00 0.51 0.00 0.51
0 7 0 7
0.00 0.51 0.00 0.51
1
8.92
1
8.92
1
8.92
1
8.92
97

2.08




INC000000053347 _No Tier 2 None None TIR Missed: Yes TIR: 0.58
Metro A Hosting Commerce Critical Closed TTR Missed: No  TTR: 0.58
INC000000058519  Application Error Controlled Substance Da TIR Missed: No  TIR: 0.64
Application Support Commerce Low Closed TTR Missed: Yes TTR: 12.64
INC000000059370  Application Password None TIR Missed: No TIR:  0.00
Help Desk Commerce Low Closed TTR Missed: No  TTR: 0.00
INC000000059706  Application Error Roxio Media Manager TIR Missed: No  TIR: 0.36
Metro A Desktop Support Commerce Low Closed TTR Missed: Yes TTR: 15.59
INC000000060486  Application Error Novell GroupWise TIR Missed: No  TIR: 0.00
Help Desk Commerce Low Closed TTR Missed: No  TTR: 0.00
INC000000060960  Application Error None TIR Missed: Yes TIR: 1.25
Metro A Hosting Commerce Low Closed TTR Missed: No  TTR: 1.25
INC000000060995  Application Reporting None TIR Missed: Yes TIR:  1.31
Metro A Hosting Commerce Low Closed TTR Missed: No  TTR: 1.31
INC000000061064  Application Password Utah Master Directory TIR Missed: No TIR: 0.18
Help Desk Commerce Low Closed TTR Missed: No  TTR: 17.39
INC000000062850  Application Error Novell ConsoleOne TIR Missed: No TIR: 0.14
Metro A Desktop Support Commerce Low Closed TTR Missed: No  TTR: 0.27
INC000000064351  Application None None TIR Missed: No TIR:  0.00
Metro A Desktop Support Commerce Low Closed TTR Missed: No  TTR: 0.00
INC000000065222  Application Error None TIRMissed: No TIR: 0.19
INC000000065222  Application Error None TIRMissed: No TIR: 045
Application Support Commerce Medium Resolved TTR Missed: No  TTR: 0.19
Application Support Commerce Medium Resolved TTR Missed: No  TTR: 1.12
INC000000065236  Application Error None TIRMissed: No TIR:  0.20
Metro A Desktop Support Commerce Low Resolved TTR Missed: No  TTR: 7.42
INC000000065276  Application Error None TIR Missed: No TIR:  0.50
Application Support Commerce Low Resolved TTR Missed: No TTR: 0.70
INC000000065451  Application Error Novell GroupWise TIR Missed: No TIR: 0.00
Metro B Help Desk Commerce Low Resolved TTR Missed: No  TTR: 0.08
INC000000066405  Application Error License Enforcement Sys TIR Missed: No TIR: 0.43
Application Support Commerce Low Resolved TTR Missed: No  TTR: 0.43
INC000000066503  Application Reporting None TIR Missed: No TIR:  0.90
Application Support Commerce Low Resolved TTR Missed: No  TTR: 0.90
INC000000067478  Application Error Adobe Acrobat TIRMissed: No TIR: 0.13
Metro A Desktop Support Commerce Low Resolved TTR Missed: No  TTR: 0.23
INC000000067950  Application Error None TIR Missed: Yes TIR: 2.74
Application Support Commerce Low Resolved TTR Missed: No  TTR: 2.74
INC000000070373  Application Error Novell GroupWise TIR Missed: No TIR: 0.89
Metro A Desktop Support Commerce Low Resolved TTR Missed: No  TTR: 6.40
INC000000070785  Application Reporting None TIRMissed: No TIR: 0.12
Metro A Desktop Support Commerce Low Resolved TTR Missed: No  TTR: 0.34
INC000000071008  Application Reporting Symantec AntiVirus TIR Missed: Yes TIR: 1.87
Metro A Desktop Support Commerce Low Resolved TTR Missed: No  TTR: 2.78
INC000000062566  Mobile Devices None BlackBerry Desktop Man: TIR Missed: No TIR: 0.50
Metro A Desktop Support Commerce Low Closed TTR Missed: No  TTR: 4.39




INC000000064724  Mobile Devices None None TIR Missed: No TIR:  0.00
Metro A Desktop Support Commerce Low Closed TTR Missed: No  TTR: 0.00
INC000000065838  Mobile Devices Error None TIR Missed: No TIR:  0.00
Metro A Desktop Support Commerce Low Resolved TTR Missed: No  TTR: 0.00
INC000000057625  Network Error Novell Client for 32-bit W TIR Missed: No  TIR: 0.19
Metro A Desktop Support Commerce Low Closed TTR Missed: No  TTR: 0.37
INC000000057844  Network Incident None TIRMissed: No TIR: 0.37
Metro A Desktop Support Commerce Low Closed TTR Missed: No  TTR: 0.94
INC000000057989  Network Error None TIR Missed: Yes TIR: 1.82
Metro A Desktop Support Commerce Low Closed TTR Missed: No  TTR: 1.82
INC000000058347  Network Password None TIRMissed: No TIR:  0.41
Metro A Desktop Support Commerce Low Closed TTR Missed: No  TTR: 0.41
INC000000058681  Network Incident None TIR Missed: Yes TIR: 9.97
Metro A Desktop Support Commerce Low Closed TTR Missed: Yes TTR: 9.97
INC000000059254  Network Password Novell Client for 32-bit W TIR Missed: No TIR: 0.51
Metro A Desktop Support Commerce Low Closed TTR Missed: No  TTR: 0.51
INC000000059323  Network Password Novell Client for 32-bit W TIR Missed: No TIR: 0.60
Metro A Desktop Support Commerce Low Closed TTR Missed: No  TTR: 0.66
INC000000059416  Network Error Novell Client for 32-bit W TIR Missed: No TIR: 0.82
Metro A Desktop Support Commerce Low Closed TTR Missed: No  TTR: 18.97
INC000000060958  Network Error None TIR Missed: Yes TIR:  1.01
Metro A Hosting Commerce Low Closed TTR Missed: No  TTR: 26.51
INC000000060974  Network Incident None TIR Missed: Yes TIR: 1.48
Metro A Hosting Commerce Low Closed TTR Missed: No  TTR: 12.74
INC000000061700  Network None None TIR Missed: No TIR:  0.00
Metro A Desktop Support Commerce Low Closed TTR Missed: No  TTR: 0.00
INC000000061733  Network Error None TIR Missed: No TIR:  0.81
Metro A Desktop Support Commerce Low Closed TTR Missed: No  TTR: 4.37
INC000000062932  Network Error Novell Client for 32-bit W TIR Missed: Yes TIR: 1.71
Metro A Desktop Support Commerce Low Closed TTR Missed: No  TTR: 6.19
INC000000064466  Network Password Novell Client for 32-bit W TIR Missed: Yes TIR: 1.01
Metro A Desktop Support Commerce Low Closed TTR Missed: No  TTR: 1.01
INC000000064477  Network Virus None TIRMissed: No TIR: 0.77
Metro A Desktop Support Commerce Low Resolved TTR Missed: Yes TTR: 13.29
INC000000065232  Network None None TIR Missed: No TIR:  0.00
Metro B Help Desk Commerce Low Resolved TTR Missed: No  TTR: 0.07
INC000000065288  Network None None TIRMissed: No TIR: 0.40
Application Support Commerce Low Resolved TTR Missed: No  TTR: 0.40
INC000000066382  Network None None TIR Missed: No TIR:  0.00
Metro A Desktop Support Commerce Low Resolved TTR Missed: No  TTR: 0.00
INC000000067270  Network Error Novell Client for 32-bit W TIR Missed: Yes TIR: 1.91
Metro A Desktop Support Commerce Low Resolved TTR Missed: Yes TTR: 17.03
INC000000067995  Network None None TIR Missed: No TIR:  0.00
Metro A Desktop Support Commerce Low Resolved TTR Missed: No  TTR: 0.00
INC000000069348  Network Error None TIRMissed: No TIR: 0.27
Metro A Desktop Support Commerce Low Resolved TTR Missed: No  TTR: 0.27
INC000000069372  Network None None TIR Missed: No TIR:  0.00



Metro A Desktop Support Commerce Low Resolved TTR Missed: No  TTR: 0.00
INC000000070455  Network None None TIR Missed: No TIR:  0.00
Metro A Desktop Support Commerce Low Resolved TTR Missed: No  TTR: 0.00
INC000000071254  Network Virus Novell Client for 32-bit W TIR Missed: Yes TIR: 1.14
Metro A Desktop Support Commerce Low Resolved TTR Missed: Yes TTR: 6.35
INC000000057278  PC/Laptop Password None TIR Missed: No TIR:  0.00
Metro A Desktop Support Commerce Low Closed TTR Missed: No  TTR: 0.00
INC000000057404  PC/Laptop Error None TIR Missed: No TIR:  0.00
Metro A Desktop Support Commerce Low Closed TTR Missed: No  TTR: 0.00
INC000000057407  PC/Laptop Error None TIR Missed: No TIR:  0.00
Metro A Desktop Support Commerce Low Closed TTR Missed: No  TTR: 0.00
INC000000057924  PC/Laptop Error None TIRMissed: No TIR: 0.27
Metro A Desktop Support Commerce Low Closed TTR Missed: No  TTR: 2.27
INC000000057962  PC/Laptop Error None TIR Missed: No TIR:  0.00
Metro A Desktop Support Commerce Low Closed TTR Missed: Yes TTR: 7.79
INC000000058439  PC/Laptop Performance None TIR Missed: No TIR: 0.91
Metro A Desktop Support Commerce Low Closed TTR Missed: No  TTR: 0.91
INC000000058694  PC/Laptop Error None TIR Missed: No TIR:  0.00
Metro A Desktop Support Commerce Low Closed TTR Missed: No  TTR: 0.00
INC000000059757  PC/Laptop Error None TIR Missed: No TIR:  0.00
Metro A Desktop Support Commerce Low Closed TTR Missed: No  TTR: 0.00
INC000000060262  PC/Laptop Error None TIR Missed: No TIR:  0.00
Metro A Desktop Support Commerce Low Closed TTR Missed: No  TTR: 0.00
INC000000060700  PC/Laptop None None TIR Missed: No TIR:  0.00
Metro A Desktop Support Commerce Low Closed TTR Missed: No  TTR: 0.00
INC000000062554  PC/Laptop Hardware None TIR Missed: No TIR:  0.00
Metro A Desktop Support Commerce Low Closed TTR Missed: No  TTR: 0.00
INC000000062914  PC/Laptop None None TIR Missed: No TIR:  0.00
Application Support Commerce Low Closed TTR Missed: No  TTR: 0.00
INC000000062975  PC/Laptop None None TIR Missed: No TIR:  0.00
Metro A Desktop Support Commerce Low Closed TTR Missed: No  TTR: 0.00
INC000000064578  PC/Laptop None None TIR Missed: No TIR:  0.00
Metro A Desktop Support Commerce Low Closed TTR Missed: No  TTR: 0.00
INC000000065273  PC/Laptop Error None TIR Missed: No TIR:  0.00
Metro A Desktop Support Commerce Low Resolved TTR Missed: Yes TTR: 28.25
INC000000065939  PC/Laptop Error None TIR Missed: No TIR:  0.00
Metro A Desktop Support Commerce Low Resolved TTR Missed: No  TTR: 0.00
INC000000066161  PC/Laptop Error None TIR Missed: No TIR:  0.00
Metro A Desktop Support Commerce Low Resolved TTR Missed: No  TTR: 0.00
INC000000066215  PC/Laptop Performance None TIRMissed: No TIR: 0.19
Metro A Desktop Support Commerce Low Resolved TTR Missed: No  TTR: 4.73
INC000000066306  PC/Laptop None None TIR Missed: No TIR:  0.00
Metro A Desktop Support Commerce Low Resolved TTR Missed: No  TTR: 0.00
INC000000066625  PC/Laptop Error None TIR Missed: No TIR:  0.00
Metro A Desktop Support Commerce Low Resolved TTR Missed: No  TTR: 0.00
INC000000067028  PC/Laptop Performance None TIR Missed: No TIR: 0.33
Metro A Desktop Support Commerce Low Resolved TTR Missed: No TTR: 3.69




INC000000067170  PC/Laptop Hardware None TIRMissed: No TIR: 042
Metro A Desktop Support Commerce Low Resolved TTR Missed: No TTR: 1.64
INC000000067497  PC/Laptop Error None TIR Missed: Yes TIR: 3.05
Metro A Desktop Support Commerce Low Resolved TTR Missed: No  TTR: 3.05
INC000000068029  PC/Laptop None None TIR Missed: No TIR:  0.00
Metro A Desktop Support Commerce Low Resolved TTR Missed: No  TTR: 0.00
INC000000068060  PC/Laptop None None TIR Missed: No TIR:  0.00
Metro A Desktop Support Commerce Low Resolved TTR Missed: No  TTR: 0.00
INC000000068291  PC/Laptop None None TIR Missed: No TIR:  0.00
Metro A Desktop Support Commerce Low Resolved TTR Missed: No  TTR: 0.00
INC000000068295  PC/Laptop None None TIR Missed: No TIR:  0.00
Metro A Desktop Support Commerce Low Resolved TTR Missed: No  TTR: 0.00
INC000000069144  PC/Laptop None None TIR Missed: No TIR:  0.00
Metro A Desktop Support Commerce Low Resolved TTR Missed: No  TTR: 0.00
INC000000070451  PC/Laptop Virus None TIR Missed: Yes TIR: 1.32
Metro A Desktop Support Commerce Low Resolved TTR Missed: No  TTR: 2.22
INC000000071038  PC/Laptop Virus None TIR Missed: Yes TIR:  1.31
INC000000071038  PC/Laptop Virus None TIR Missed: No TIR:  0.00
Metro A Desktop Support Commerce Low Resolved TTR Missed: No  TTR: 1.33
Metro A Desktop Support Commerce Low Resolved TTR Missed: No  TTR: 1.12
INC000000061160  Print/Copy/Scan/Fax Error Code None TIRMissed: No TIR: 0.40
Metro A Desktop Support Commerce Low Closed TTR Missed: Yes TTR: 6.92
INC000000063296  Print/Copy/Scan/Fax Error Code None TIR Missed: Yes TIR: 1.03
Metro A Desktop Support Commerce Low Closed TTR Missed: No  TTR: 15.82
INC000000063885  Print/Copy/Scan/Fax Incident None TIR Missed: Yes TIR: 1.24
Metro A Desktop Support Commerce Low Closed TTR Missed: No  TTR: 4.19
INC000000063912  Print/Copy/Scan/Fax None None TIR Missed: Yes TIR: 2.78
Metro A Desktop Support Commerce Low Closed TTR Missed: No  TTR: 3.93
INC000000064306  Print/Copy/Scan/Fax None None TIRMissed: No TIR: 0.73
INC000000064306  Print/Copy/Scan/Fax None None TIR Missed: No TIR:  0.00
Metro A Desktop Support Commerce Low Closed TTR Missed: No  TTR: 3.52
Metro A Desktop Support Commerce Low Closed TTR Missed: No  TTR: 8.82
INC000000065007  Print/Copy/Scan/Fax Incident None TIR Missed: No TIR: 0.36
Metro A Desktop Support Commerce Low Resolved TTR Missed: Yes TTR: 15.68
INC000000066191  Print/Copy/Scan/Fax Incident None TIRMissed: No TIR: 0.66
Metro A Desktop Support Commerce Low Resolved TTR Missed: No  TTR: 0.66
INC000000068483  Print/Copy/Scan/Fax Incident None TIR Missed: Yes TIR: 1.58
Metro A Desktop Support Commerce Low Resolved TTR Missed: No  TTR: 1.58
INC000000057969  Telecom None None TIRMissed: No TIR: 045
Voice Operations Commerce Low Closed TTR Missed: No  TTR: 0.98
INC000000060446  Telecom Voice Mail None TIR Missed: No  TIR: 0.08
Voice Operations Commerce Low Closed TTR Missed: No  TTR: 0.40
INC000000062920  Telecom Voice Mail None TIR Missed: No  TIR: 0.29
Voice Operations Commerce Low Closed TTR Missed: No  TTR: 0.35
INC000000063643  Telecom Voice Mail None TIRMissed: No TIR: 0.34
Voice Operations Commerce Low Closed TTR Missed: No  TTR: 0.34




INC000000063656  Telecom Voice Mail None TIR Missed: No  TIR: 0.24
Voice Operations Commerce Low Closed TTR Missed: No  TTR: 4.48
INC000000063662  Telecom Voice Mail None TIR Missed: No  TIR: 0.16
Voice Operations Commerce Low Closed TTR Missed: No  TTR: 0.24
INC000000065442  Telecom None None TIRMissed: No TIR: 0.24
Voice/Data/WAN Services Commerce Low Resolved TTR Missed: No  TTR: 17.83
INC000000067523  Telecom Call/Receive None TIR Missed: No  TIR: 0.21
Voice Operations Commerce Low Resolved TTR Missed: No  TTR: 0.35




